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Great Totham Primary School Resources Committee 
 

Great Totham Primary School 
Complaints Policy 
 
 

Introduction 
Governing bodies are required by law to have a procedure in place to deal with complaints relating to aspects of 
the school or the provision of facilities or certain services at the school. The law requires that this procedure 
must be publicised. 
 
The vast majority of complaints and concerns can be resolved informally. Formal procedures are only invoked 
when initial attempts to resolve issues are unsuccessful and the person raising the concern remains dissatisfied 
and wishes to take the matter further. 
 

Stage 1 Concerns 
It is natural that parents may, occasionally, be concerned about an aspect of their child's education or welfare at 
school. We welcome enquiries from parents about any matter. Teachers and staff will explain the school 
practices, policies, and how they affect the children. The vast majority of concerns will be handled by the class 
teacher.   
 
The usual format is to speak to your child's class teacher in the first instance, or to contact the school office to 
arrange an appointment to discuss your concern with whoever you wish. At all times the staff will help to 
resolve a problem. 
 
If you are still dissatisfied following this informal approach, your concern will become a formal complaint and we 
will deal with it at the next stage. 

 

Stage 2 Formal Complaint considered by Head Teacher and/or Chair of Governors (Or Chair of 
Governors if about Head Teacher) 
This stage in our procedures deals with written complaints where you are not happy with an informal approach 
to dealing with your concern (Appendix A for suggested complaints format).  
 
Following a written complaint the Head Teacher will acknowledge receipt within three school working days. A 
full response would normally then be expected within 10 school working days. If delayed, the reasons for this 
will be communicated. 
 
The Head Teacher will seek to: 
 

 Establish what has happened so far, and who has been involved; 

 Clarify the nature of the complaint and what remains unresolved; 

 Meet with the complainant or contact them (if unsure or further information is necessary); 

 Clarify what the complainant feels would put things right; 

 Interview those involved in the matter and/or those complained of, allowing them to be accompanied if 
they wish; 

 Conduct the interview with an open mind and be prepared to persist in the questioning; 

 Keep notes of the interview. 
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If the complaint is against a member of staff, it will be dealt with under the school’s internal confidential 
procedures, as required by law (see Discipline, Dismissal & Grievance and Whistleblowing Policies). 

Once all the relevant facts are established, the Head Teacher will send you a written response to your complaint.  
This will give a full explanation of decisions and the reasons for it.  If follow-up action is needed, we will indicate 
what we are proposing to do.  We may invite you to a meeting to discuss the outcome as part of our 
commitment to building and maintaining good relations with you. 

If you are not satisfied with the outcome of the Stage 2 investigation and the school’s findings, you may wish to 
request that the Chair of Governors offers a Complaint Review Panel (Stage 3). 

Stage 3 Complaints Review Panel 

The Chair of Governors will review the complaint and undertake an investigation. They may instruct the Clerk to 
set up a complaints review panel to consider it.  This is a formal process, and your ultimate recourse at school 
level. 

There may be particular instances when the Chair of Governors feels that a concern or complaint has been dealt 
with thoroughly but the complainant still remains dissatisfied. It is the Chair of Governor’s decision as to 
whether to offer a Complaints Review Panel or close the case. 

If the Chair of Governors feels: 

 Nothing futher can be gained; and that 

 Every reasonable action has been undertaken to resolve the complaint; and 

 He or she is confident that a review panel is unlikely to help to move matters forward. 

Then he or she should write to the complainant outlining the reasons why the case will be closed. 

The purpose of a Complaints Review Panel is to give your complaint a hearing in front of a panel of governors 
who have no prior knowledge of the details of the complaint and who can, therefore, consider it without 
prejudice.  

The aim of a Complaints Review Panel is to resolve the complaint and to achieve reconciliation between the 
school and the complainant.  We recognise, however, that it may sometimes only be possible to establish facts 
and make recommendations which will reassure you that we have taken your complaint seriously. 

In the instance of a complaints review you will receive a detailed guide of the process to help support you 
through the panel meeting. 
 
In summary: 

 Meeting to be held within 20 school working days of an agreed panel 

 Provide you with the opportunity to submit any further documents for consideration prior to the panel 
  
During the meeting, you can expect there to be opportunities for: 

 You to explain your complaint 

 You to hear the school’s response from the Head Teacher 

 You to question the Head Teacher about the complaint 

 You to be questioned by the Head Teacher about the complaint 

 The panel members to be able to question you and the Head Teacher 

 Any party to have the right to call witnesses (subject to the Chair’s approval) and all parties to have the 
right to question all witnesses 

 You and the Head Teacher to make a final statement. 
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In closing the meeting, the Chair of the panel, will explain that the panel will now consider its decision and that 
written notice of the decision will be sent to the Head Teacher and yourself within two weeks.   

 

Closure of complaints 
Occasionally, the school will feel that it needs, regretfully, to close a complaint where the complainant is still 
dissatisfied. We will do all we can to help to resolve a complaint against the school but sometimes it is simply 
not possible to meet all of the complainant’s wishes.  Sometimes it is simply a case of “agreeing to disagree”. 

If a complainant persists in making representations to the school – to the Head Teacher, designated governor, 
Chair of Governors or anyone else - this can be extremely time-consuming and can detract from our 
responsibility to look after the interests of all the children in our care. For this reason, we are entitled to close 
correspondence (including personal approaches, as well as letters and telephone calls) on a complaint where we 
feel that we have taken all reasonable action to resolve the complaint.    

Occasionally, the behaviour of a complainant can pose a threat to the school community. If this occurs, a 
warning letter will be issued. It is hoped this should be sufficient to stop any unwelcome behaviour. In extreme 
cases, it may be necessary for the Head Teacher or Chair of Governors to impose a ban of the school site. 

If you are unhappy with the outcome or your complaint, or the way it has been handled at school level, you can 
contact the Secretary of State at the Department for Education, School Complaints Unit. You should enclose a 
copy of any correspondence with the school or governing body. 
 

Data Protection 
The school processes any personal data collected as part of the operation of this policy in accordance with its 
data protection policy.   
 
Any data collected is held securely and accessed by, and disclosed to, individuals only for the purposes of making 
decisions related to this policy. All data collected will be held in accordance with the school’s retention schedule.  
Inappropriate access or disclosure of employee data constitutes a data breach and should be reported in 
accordance with the school's data protection policy immediately. It may also constitute a disciplinary offence, 
which will be dealt with under the school's disciplinary procedure. 

 
Evaluation & Review 
The governing body is responsible for evaluating and reviewing this policy in the light of government advice and 
requirements. Following a resolved or signed off formal complaint, the governing body will discuss any issues 
arising and consider any need to adjust school policies or procedures. This evaluation takes place without any 
reference to the complainant’s identity or anyone else involved. 
 
This policy was agreed by the Resources Committee November 2014 
This policy is reviewed annually by the Resources Committee. 
 

Review Date: Comments 

 
November 2015 

Approved, no changes. 

 
November 2016 

Approval delayed due to agenda length. Moved to Spring 2017 but will stay Autumn 2 
next academic year. 
Minor changing to words to improve clarity 
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November 2017 

Compared with EPHA model, in line. And agreed. 

 
November 2018 

GDPR statement added 

 
November 2019 
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Appendix A 
Formal Complaint Form 

 

Name: 
 
Pupil’s name: 
 
Relationship to the pupil: 
 
Details of your complaint: 
 
 
 
 
 
 
What actions, if any, have already been taken to try and resolve complaint?  
(Who was spoken to and what was the response)? 
 
 
 
 
 
 
 

What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
Date: 
 
Date acknowledgement sent: 
 
By who:  
 
Complaint referred to: 
 
Date:  

 


